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Importance-Satisfaction Matrix Analysis 
 
The Importance-Satisfaction rating is based on the concept that public agencies will maximize 
overall customer satisfaction by emphasizing improvements in those areas where the level of 
satisfaction is relatively low and the perceived importance of the service is relatively high.  ETC 
Institute developed an Importance-Satisfaction Matrix to display the perceived importance of 
major services that were assessed on the survey against the perceived quality of service delivery.  
The two axes on the matrix represent Satisfaction (vertical) and relative Importance (horizontal).  
 
The I-S (Importance-Satisfaction) matrix should be interpreted as follows.  
 

 Continued Emphasis (above average importance and above average satisfaction).  
This area shows where the City is meeting customer expectations.  Items in this 
area have a significant impact on the customer’s overall level of satisfaction.  The 
City should maintain (or slightly increase) emphasis on items in this area. 

 
 Exceeding Expectations (below average importance and above average 

satisfaction).   This area shows where the City is performing significantly better 
than customers expect the City to perform.  Items in this area do not significantly 
affect the overall level of satisfaction that residents have with City services.  The 
City should maintain (or slightly decrease) emphasis on items in this area. 

 
 Opportunities for Improvement (above average importance and below average 

satisfaction).  This area shows where the City is not performing as well as 
residents expect the City to perform.  This area has a significant impact on 
customer satisfaction, and the City should DEFINITELY increase emphasis on 
items in this area. 

 
 Less Important (below average importance and below average satisfaction).  This 

area shows where the City is not performing well relative to the City’s 
performance in other areas; however, this area is generally considered to be less 
important to residents. This area does not significantly affect overall satisfaction 
with City services because the items are less important to residents.  The agency 
should maintain current levels of emphasis on items in this area. 

 
Matrices showing the results for the City of Greenville are provided on the following pages. 
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Opportunities for Improvement

City of Greenville 2013 Citizen Survey 
Importance-Satisfaction Assessment Matrix 

-Overall City Services-
(points on the graph show deviations from the mean importance and Satisfaction ratings given by respondents to the survey)

mean importance

Importance RatingLower Importance Higher Importance

lower importance/higher satisfaction higher importance/higher satisfaction

lower importance/lower satisfaction higher importance/lower satisfaction

Exceeded Expectations

Less Important

Continued Emphasis

Source:  ETC Institute (2013)

Quality of customer service 
provided by the City

Overall quality of Police services

Overall quality of Fire/EMS services

Overall management of 
traffic flow on City street

Quality of trash, recycling, 
yard waste collection

Overall maintenance of 
City streets and sidewalks

Effectiveness of communication 
with the public

Overall efforts to enforce 
codes & ordinances

Quality of City rec & parks 
programs & facilities

Management by City of 
stormwater runoff/drainage
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Opportunities for Improvement

City of Greenville 2013 Citizen Survey 
Importance-Satisfaction Assessment Matrix 

-Public Safety-
(points on the graph show deviations from the mean importance and Satisfaction ratings given by respondents to the survey)

mean importance

Importance RatingLower Importance Higher Importance

lower importance/higher satisfaction higher importance/higher satisfaction

lower importance/lower satisfaction higher importance/lower satisfaction

Exceeded Expectations

Less Important

Continued Emphasis

Source:  ETC Institute (2013)

Enforcement of fire codes

City efforts to prevent crimes

How quickly police 
respond to emergencies

Frequency that police 
patrol your neighborhood

Provision of EMS services

Enforcement of local traffic laws

City efforts to prevent fires
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Opportunities for Improvement

City of Greenville 2013 Citizen Survey 
Importance-Satisfaction Assessment Matrix 

-Recreation and Parks-
(points on the graph show deviations from the mean importance and Satisfaction ratings given by respondents to the survey)

mean importance

Importance RatingLower Importance Higher Importance

lower importance/higher satisfaction higher importance/higher satisfaction

lower importance/lower satisfaction higher importance/lower satisfaction

Exceeded Expectations

Less Important

Continued Emphasis

Source:  ETC Institute (2013)

City golf course

Maintenance & appearance 
of existing City parks

Walking/biking trails in the City

Variety of recreation 
programs & classes offered

Quality of City recreation 
programs & classes

Quality of outdoor athletic facilities

Number of City parks

City recreation centers

City swimming pools
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Opportunities for Improvement

City of Greenville 2013 Citizen Survey 
Importance-Satisfaction Assessment Matrix 

-City Maintenance-
(points on the graph show deviations from the mean importance and Satisfaction ratings given by respondents to the survey)

mean importance

Importance RatingLower Importance Higher Importance

lower importance/higher satisfaction higher importance/higher satisfaction

lower importance/lower satisfaction higher importance/lower satisfaction

Exceeded Expectations

Less Important

Continued Emphasis

Source:  ETC Institute (2013)

Maintenance of City sidewalks 
in your neighborhood

Maintenance of major City streets

Timing of traffic signals in the City

How quickly street repairs are made

Adequacy of City street lighting
Cleanliness of City 

streets & other 
public areas

Maintenance of streets in 
your neighborhood

Cleanliness of stormwater drains

Condition of street signs & traffic signals

Mow & trim trees along City streets & public areas
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